Lean Process Improvement Training







\ VS
CVS Stands for

Customer Value
Structures







and allows an
evaluation of the

current process to

determine if the
customer needs
are being met




Use

CVS?



\

(VS allows you to

2aauén[y Customer

needs that could be
I a’i#fa tl/f fo measure




It helps identify .. and establishes
gaps in the a baseline for

Current comparison to the
Process... Future Process




Let's see
an
example...



Welcome to Bad
Burger, what would
you like to eat?
















customer: Fast Food Customer

Process: Dy Ve—ThruService Process




Tell the team to put on the

((a "customer hat."

® . The CVS Chart will be
N
4 from the customer's

| | — perspective



| Customer: Fast Food Customer

Process: Df Ve— 721/0 SC/VI.CC pl'oCeSS




Customer: Fast Food Customer

Process: bl’ Ve— 7an‘£1 SerViCe ProCeSS

< e
e ||
e
e [
] 1




Customer: Fast Food Customer

Process: Drive=ThruService Process
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Customer: Fast Food Customer

Process: Dy ve—Thru Service Process
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Next, you will rank the
performance from O to 1... with 1
indicating PERFECT performance

0.123456.78.91



Customer: Fast Food Customer

Process: Drive—ThruService Process
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Customer: Fast Food Customer

Process: l)/ Ve— 7Z\ra SerViCe pfOCCSS
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Customer: Fast Food Customer

Process: Drive—=ThruService Process

Customer Needs Performance
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Customer: Fast Food Customer

Process: Drive—ThruService Process
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BRAINSTORM IDEAS TO
REMOVE GAPS IDENTIFIED




Now that the largest
gaps are identified...

AREAS WHERE YOUR PROGESS FALLS
ﬂ SHORT OF CUSTOMER EXPECTATIONS

- ¥ _start the improvements
) therel






Use those ideas to determine how the
team has increased customer satisfaction
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| just got awesome service at Bad Burger!
It was fast, fresh, cheap, and accurate!
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